STRATEGIC
PLAN
2018–2021

WE ALL BELIEVE THAT THE
COMMUNITY WE SERVE
DESERVES NOTHING LESS
THAN EXCELLENT CARE,
EVERY TIME WITH NO
EXCEPTIONS.

FOREWORD
OUR STRATEGIC PLAN WAS
DEVELOPED WITH THE FOLLOWING
PRINCIPLES IN MIND:
•
•
•
•
•

Focus on our people and consumers
Use clear, easy to understand language
Build on the work that came before and provide continuity
for staff
Be transparent and accountable
Ensure it is relevant to all our services and the region we serve

Our discussions to formulate a new vision for Bendigo Health
amongst the Board and leadership team all pointed to the notion
of seeking excellence. To us, excellence means getting it right every
time. It is about going above compliance. True excellence requires
both listening and learning. We all believe that the community we
serve deserves nothing less than excellent care, every time with no
exceptions.

Excellent Care. Every Person. Every Time.
This is our new vision for Bendigo Health. It encapsulates what our
health service will strive to deliver and reflects our commitment to
our patients.

Each of these support the delivery of our vision and include
measurable outcomes for our staff to work towards.
In recent years a great deal of focus has been on the new hospital
project - and rightly so. We had a lot to get right and everyone
can be very proud of what everybody has achieved. Bendigo
can now boast a wonderful, modern facility that was designed in
collaboration with the people who work in it. The whole region
will benefit from the increased capabilities of the Bendigo Hospital
and the new technology which is embedded within it.
Bendigo Health is much more than a building, we offer services
throughout the region including community based services,
residential care and psychiatric services to name a few. Everyone
in Bendigo Health has a role to play in the delivery of this plan
and we are looking forward to watching staff and volunteers take
ownership of their contribution towards excellent care.
This plan sets the directions for Bendigo Health to get the
most out of the new facility and to keep aiming high for the
communities we serve - with an ongoing commitment to secure
the investment for better facilities and expanded services. We
want to be a magnet for excellent staff who provide first class care.
Thank you to everyone who played a part in the development
of this plan, we look forward to making Bendigo Health an even
better service for our community.

Bendigo Health is the largest employer in Bendigo, our staff are
passionate professionals who work in the communities they call
their own. This connection to our patients and consumers is one
of the factors that drives our team towards excellence.
Our vision supports and encourages this drive. In this strategic
plan there are goals that we developed to underpin our vision.
These are built around the themes of health, care, access and
our people and aligns with the State Government’s principles
contained in ‘Health 2040: advancing health access and care’.

Bob Cameron
Chair Board of Directors
Bendigo Health

Peter Faulkner
Chief Executive Officer
Bendigo Health

OUR VISION
Excellent Care. Every Person. Every Time.
WHAT DOES EXCELLENT LOOK LIKE
AT BENDIGO HEALTH?
•
•
•

Doing more than just the minimum
Staff, volunteers and supporters who feel valued and believe
their consumers are getting great care and services
Everyone working together, committed to excellence

Every person deserves to feel they receive the very best care.
We will put the patient at the centre of everything we do.
That means listening, learning and partnering; accepting that ‘at
standard’ is not enough.
Every person deserves to have a great care story.
Every person, every time.

ABOUT BENDIGO HEALTH
With more than 3,700 staff and volunteers and covering an area
a quarter of the size of Victoria, Bendigo Health Care Group
(commonly known as Bendigo Health), is an expanding regional
health service offering the advantages of city life combined with
the beauty and freedom that comes from living in a regional area.
Bendigo Health is a 698 bed service that treats more than 44,000
inpatients, triages more than 50,000 emergency attendees and
welcomes almost 1,400 new born babies in a year. In addition
more than 13,000 operations are performed in our operating
theatres and more than 80,000 occasions of services are provided
in our clinics to outpatients.

The organisation provides services in emergency, maternity,
women’s health, medical imaging, pathology, rehabilitation,
community services, residential aged care, psychiatric care,
community dental, hospice/palliative care, cardiology, cancer
services and renal dialysis to the people of the Loddon Mallee
region.
With our main campus based in Bendigo, our services extend
throughout the Loddon Mallee with sites in areas such as Mildura,
Echuca, Swan Hill, Kyneton and Castlemaine.
Demand on services is increasing rapidly with Bendigo being one
of Victoria’s fastest growing regional cities.

OUR COMMUNITY AND ITS
CHALLENGES
At Bendigo Health, our community is more than our patients. It is
their families and carers, staff, volunteers, partners, donors, future
staff and the general public; all of whom interact with Bendigo
Health.

•

Bendigo Health provides services to the entire Loddon Mallee
region - a geographic community a quarter of the size of Victoria.
While the main campuses are based in Bendigo, many of our
services are delivered in areas such as Mildura, Echuca, Swan Hill,
Kyneton and Castlemaine.

•
•

The Loddon Mallee community:

•
•

•

•

Is ageing, overall the population is growing but our people
are moving out of rural towns into regional centres, with a
total catchment population of 320,878 (Victorian Population
Projections, 2016 VIF)

Is made up of people from all walks of life, with different social
and economic backgrounds. (The rural areas in our region
generally have lower rates of education, income and healthy
living compared with other Victorians)
Has the highest proportion of Indigenous Australians in Victoria
Has higher than average rates of chronic disease (including
diabetes), smoking, alcohol consumption, asthma, mental
illness, poor oral health and obesity
Emerging population conditions are observed in our region
Experiences above average birth rates in regional centres
(Echuca, Bendigo, Castlemaine, Swan Hill)
Is spread out geographically and in some cases is extremely
isolated

OUR OPPORTUNITIES
MEETING AND EXCEEDING OUR
CONSUMERS EXPECTATIONS
Bendigo Health recognises that the quality of patient, carer and
family interactions are vital to ensuring we deliver the best care.
We are committed to continually improving the quality and safety
of our health care services. We know we need to listen and use
feedback constructively.

BUILDING THE BEST WORKFORCE
To meet future demands for the delivery of more complex health
services, we need to organise our workforce accordingly. We need
to attract the right skills and build on the capacity of the entire
workforce. Our community values our role in not only delivering
their health care, but supporting their needs with education and
awareness. Bendigo Health will continue to invest in our people
and work to attract the very best to our region.

PARTNERING WITH OUR REGION
Partnerships and providing leadership across the region
is a priority, and we will work to identify and capitalise on
opportunities to collaborate and coordinate our services. This
will assist our community to address its health and wellbeing
challenges and increase the breadth and depth of services on offer
in the region.

OUR VALUES
CARING

PASSIONATE

TRUSTWORTHY

We care for our
community

We are passionate
about doing our best

We are open, honest
and respectful

We care for each other. We are respectful
of each other and value our differences.
We are considerate and show each
other that we care.

We love what we do. That drives us
to look for the best ways to support,
inform and improve the things we do.
We are focused and resourceful. We find
innovative and efficient solutions to
challenges and opportunities.

We follow through on our promises with
care and accuracy. We can be relied
upon and trusted. We do the right thing.

We are proud of each other, the role that
we play in the community and the caring
tradition that we are part of.
We make sure that we have the skills to
do our work and we help each other to
be our best. We know that we do our
best when we work collaboratively with
our community. We are patient with each
other because we know that change
takes dedication and time.

We inspire others with our enthusiasm.
We are dedicated to helping others and
giving the best help in any situation.
We connect the different parts of our
community to the information and
services that they need.

We work as a team. We listen to our
community. We explain clearly why we
have made our decisions. We make sure
that it is safe for everyone at work to
speak openly and try things differently. If
mistakes are made, we know that we will
be supported to take responsibility and
look for a solution.

OUR STRATEGIC GOALS
HEALTH

ACCESS

CARE

OUR PEOPLE

•

Improving how we engage
with our consumers to access
the information they need to
make better health choices

•

Providing care and services
when and where they are
needed

•

Using the consumer and
carer experience to improve
our care and services

•

•

Responding to the needs of
our community to deliver
appropriate care and services

•

Building our leadership role
in delivering care and services
in partnership with our
region’s health services

•

Delivering safe and effective
care and services

Providing a positive work
environment for staff,
volunteers and supporters
to feel valued, safe and
supported to work together in
delivering excellent care and
services

THE STRATEGIC GOALS IN DETAIL
HEALTH

CARE

Improving how we engage with our consumers to access the
information they need to make better health choices

Using the consumer and carer experience to improve our care
and services

•

•

•
•
•
•

Equipping patients and families with information, tools and
resources to better manage health risks while they are in our
care and when they are in the community
Empowering people to take care of themselves and each other
to achieve optimal health and wellness
Focusing on health promotion and our approach to community
education and engagement
Increasing our health literacy approach
Helping our consumers navigate the health system

Responding to the needs of our community to deliver
appropriate care and services

•
•
•
•
•
•
•

Understanding the diverse needs and improving our services to
Aboriginal and Torres Strait Islander and refugee communities
Continue our focus on Strengthen Hospital Responses to Family
Violence in Hospitals
Focusing on early intervention to prevent ill health
Improving chronic disease management
Building partnerships to improve the communities’ overall
health
Utilising population health data to plan care and services
Using digital technologies to improve health and outcomes

ACCESS
Providing care and services when and where they are needed

•
•
•
•
•
•
•
•

Responding to increased growth and demand
Improving our service delivery with Clinical Service Planning
strategies
Responding to changing environments such as the National
Disability Insurance Scheme
Increasing community based care
Embedding telehealth in our clinical practice and leveraging
technology
Seeking efficiencies to improve productivity
Reviewing models of care and how they are funded
Utilising health informatics and data

Building our leadership role in delivering care and services in
partnership with our region’s health services

•
•
•
•
•

Planning services in partnership with our region to deliver on
the best models of care
Enhancing teaching and education opportunities
Leading a regional Clinical Governance model
Increasing accountability and clinical leadership
Implementing and integrating an electronic patient record

•
•
•
•

Partnering with patients and families in all aspects of their care
and respecting and implementing their choices
Recognising and responding to diversity in our patients and
families
Recognising the importance of customer service in the delivery
of excellent care
Integrating and coordinating our models of care and services in
response to trends in data and feedback
Improving our communication to consumers and carers

Delivering safe and effective care and services

•
•
•
•
•
•

Ensuring evidence based care is applied
Equipping our staff with the right tools, training and resources to
deliver care
Ensuring our staff are appropriately skilled and competent
Implementing and integrating an electronic patient record
Improving our discharge information to provide continuity of
care in the community and primary care
Utilising data and metrics to monitor the quality and safety of
our care

OUR PEOPLE
Providing a positive work environment for staff, volunteers and
supporters to feel valued, safe and supported to work together
in delivering excellent care and services

•
•
•
•
•
•
•
•
•
•

Focusing on continuously improving our culture and wellness in
our workforce
Increasing the safety of our staff through a focus on the
prevention of occupational violence
Implementing our workforce planning strategy
Creating flexible working environments
Assisting our staff to implement and respond positively to
change
Focusing on leadership development
Promoting diversity in recruitment and advancement
opportunities
Developing and growing our own workforce
Provide clarity, set expectations and ensure accountability
across the organisation
Investing in training, learning and development plans for staff
and volunteers

IN PREPARING FOR OUR
NEW STRATEGIC PLAN WE
UNDERTOOK A THOROUGH
ANALYSIS OF OUR PAST
ACHIEVEMENTS.

HOW WE PLAN
This three year strategic plan is the culmination of months of
consultation, research and planning by the team at Bendigo
Health. It is vital that the plan is owned by our staff and that we
acknowledge the successes and opportunities resulting from the
previous five year plan. To capture this sentiment, we asked our
staff and volunteers, including our consumer representatives,
to provide feedback on our performance against the previous
vision and objectives. We held almost 40 workshops throughout
our sites and posted an online survey for staff who could not get
to a workshop. In addition, we surveyed our partners including
health services throughout the region and sought feedback from
our consumers and our community through pop up listening
posts, hard copy surveys and an online survey using the Bendigo
Advertiser website.
We wanted a plan our community could understand and
support. A vision that makes it clear what we stand for and what
we are trying to achieve. Most importantly a vision that allows us
to guide Bendigo Health to be the health service our community
deserves. Bendigo Health does more than provide care. We are
a major employer in the region and we are a regional leader in
health care provision. The organisation has an important role in
the Loddon Mallee health system; we provide governance and
leadership. This gives us both a mandate for excellence and a
responsibility to role model best practice. This plan will help us
to achieve both.
In preparing for our new Strategic Plan we undertook a thorough
analysis of our past achievements. We acknowledged the
challenges we face and identified where we need to focus our
attention to be an even better service. We know Bendigo Health
is made up of passionate and motivated people so we made
sure they had a voice in the process. We worked together to
understand:

•
•
•
•
•

The internal and external strategic challenges and
opportunities
The needs of our community
What we currently measure
The policy context, in particular the Victorian State
Government priorities 2040 for the improvement of the health
system
The values that guide us on this journey

This informed us as we worked together to create a meaningful
vision and a clear set of goals that can cascade to all areas of the
organisation, no matter where they are or what they do to guide
activity towards our vision during the next three years. Once
the vision was set we took it back to the Community Advisory
Committee for advice and to ensure we had met our aim of
creating a plan which is clear and aligns with our communities’
vision for its major health service.
The plan will translate into measurable targets throughout the
organisation and we will report against the plan to one another,
to our Community Advisory Committee and to our communities.
It will cascade into annual Divisional and Department
Business Plans which in turn inform individual work plans and
performance indicators. These are embedded in our online
reporting tool and we look forward to launching the community
dashboard so our community can log in and see our progress.

MEASURING OUR PROGRESS &
SUCCESS
It is vital that our progress towards achieving our strategic goals
is measured and monitored. We will report against a series of Key
Performance Indicators across the three year period of this plan to
measure our success.

Some of these Key Performance Indicators will track
our progress in:

•
•

Patient experience during their stays and after leaving our
health service
Time taken to see patients in the emergency department, how

•
•
•
•
•

REFERENCES

R

•
•

•

•
•
•
•
•

Australian Atlas of Healthcare Variation (2017)
Australian Atlas of Healthcare Variation (2017): Key Findings &
Recommendations
Report on Liveability Indicators (2016) City of Greater Bendigo
Clinicians as partners: A framework for clinician engagement
(2017) Safer Care Victoria
Delivering high-quality healthcare – Victorian clinical
governance framework (2017) Safer Care Victoria
Strategic Intent 2017-21, Department of Health, Australian
Government
Duckett, S (2016) Perils of Place: Identifying hotspots of health
inequality, Grattan Institute

•
•
•
•

long patients stay in our hospital, if they return unexpectedly
for further treatment
Our elective surgery and specialist clinic waiting lists
The effectiveness of our community programs and residential
care facilities
Infection control and quality
How we work collaboratively and lead in the Loddon Mallee
region
Staff health, safety and engagement

Health 2040: advancing health access and care, Victorian
Government
Healthier lives, stronger economy: Victoria’s Health and Medical
Research Strategy 2016-2020, Department of Health & Human
Services, Victorian Government
Targeting zero, the review of hospital safety and quality
assurance in Victoria (2016) Department of Health & Human
Services, Victorian Government
Women’s sexual and reproductive health: key priorities 2017
– 2020, Department of Health & Human Services, Victorian
Government
Bendigo Health Clinical Services Plan 2017 – 2022, Aspex
Consulting

